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Abstract

This study aims to analyze the quality of service on the level of student satisfaction at the
Majene Regional Open University Office, especially in the Pasangkayu study group (pokjar)
area. The method used in this study is qualitative analysis, which allows the researcher to delve
into students' perceptions and experiences related to the services received. Data is collected
through in-depth interviews, observations, and analysis of relevant documents. The results of
the study show that the quality of the services provided has a significant influence on the level
of student satisfaction. Some of the main factors that affect satisfaction include accessibility,
speed of service, and quality of communication between staff and students. The study suggests

improvements in certain aspects of the service to improve overall student satisfaction.
Keywords: Service Quality, Student Satisfaction Level

1 INTRODUCTION

Improving the quality of services in higher education institutions is one of the key factors that
can affect the level of student satisfaction. In the context of distance education such as that
implemented by the Open University, the quality of services provided, especially in regional
representative offices, plays a very important role. The Majene Regional Open University
Office, as one of the service units located in West Sulawesi Province, functions as a liaison
between students and various academic and administrative services provided by the central UT.
The quality of interaction and service that students receive at Majene Open University can
directly affect their learning experience and overall satisfaction.

Improving the quality of services in higher education institutions is one of the main concerns
in order to support student satisfaction and the success of the learning process. This applies not
only in conventional universities but also in the distance education system, such as the one
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implemented by the Open University. As a university that adopts distance learning methods,
the Open University relies heavily on the effectiveness and quality of non-face-to-face services
to ensure smooth interaction between students and institutions. Quality service is an important
element in ensuring that students continue to have a satisfying educational experience even
though they are far from the central campus. One of the units that plays a key role in the
provision of these services is the Regional Open University Office spread across 39 provinces,
including the Majene Open University in West Sulawesi.

The Majene Open University Office is responsible for serving as a liaison between students
and the academic and administrative services provided by the central UT. The performance of
the Open University in serving students has a significant impact on their perception of the
quality of education at the Open University. Due to the distance that separates students from
the central campus, the role of the Open University in providing fast, precise, and efficient
services has become increasingly crucial. Thus, this study is very relevant to find out how much
the quality of service provided by Majene Open University affects the level of student
satisfaction.

Service quality is measured from several important dimensions, such as service accessibility,
speed of response to student needs, and the quality of interaction and communication built
between Open University staff and students. Each of these dimensions plays a different role in
shaping students' perceptions of the services they receive. For example, accessibility refers to
the ease with which students can get the services they need, either directly or through remote
communication media. Speed of service refers to the ability of Open University staff to respond
to requests or solve problems faced by students efficiently. Meanwhile, the quality of
communication includes how well information is conveyed to students and how responsive the
Open University staff are in responding to student questions or complaints.

Several previous studies that were compiled also provided different pictures both related to the
quality of service and student satisfaction that have been widely carried out, both in the context
of conventional universities and distance education such as at the Open University. The
research, among others, a study by Rahayu (2018) which focuses on the influence of the quality
of academic and administrative services at the Open University shows that the availability of
teaching materials and tutorial support has a significant effect on student satisfaction. However,
the study emphasizes the overall aspect of academic services rather than administrative services

in the offices of the Regional Open University. The gap lies in the lack of exploration of local

44



2024 International Conference on Innovation in e-ISSN 2963-2870
Open and Distance Learning (2024 INNODEL) Vol 5 2024

administrative services at the branch office level such as the Majene Open University, which
has its own challenges related to service accessibility. Lian, as well as a study conducted by
Hadi & Amin (2020), investigated the quality of service at public universities that focused on
service speed, facility availability, and staff attitudes. Although similar in terms of the effect
of service quality on student satisfaction, the study was conducted at a conventional university,
not distance education. These contextual differences indicate that there is a research gap in
understanding the dynamics of administrative services in distance education, which relies on
remote communication and technology, especially in areas with limited infrastructure such as
Majene.

Other research, such as by Suryana et al. (2017), which discussed the quality of communication
in distance learning programs, found that responsive communication greatly affects student
satisfaction. However, the focus is more on academic guidance than on the administrative
aspect. In the context of the Open University, this study provides space to understand how the
quality of communication and staff responsiveness in terms of administrative services can
affect student satisfaction. The locality aspect in Majene also raises research gaps, especially
due to technological and infrastructure limitations that may affect the quality of services.
Research related to regional Open Universities such as those conducted by Nurhidayah (2019)
examines the influence of service quality in regional open university offices, but in different
regions. The geographical differences between the locations of the Open University in the area
create a gap that needs to be filled by special research in Majene, considering that each region
has its own challenges, both in terms of technology, resource availability, and student
characteristics. This study aims to fill this gap by analyzing the quality of services provided by
Majene Open University and its influence on student satisfaction levels more specifically.
Therefore, this study not only complements previous studies, but also offers new contributions
in the context of service management in the Open University office, especially in areas that

have accessibility and technology challenges
2 RESEARCH METHODS

2.1 Research Approach

This study uses a qualitative method, which aims to explore the perceptions and experiences
of Majene Open University students regarding the quality of services provided by the office.
The qualitative approach was chosen because it allows researchers to gain an in-depth
understanding of students' subjective experiences, as well as identify factors that affect their
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level of satisfaction with the services received. The focus of this research is to explore how
service quality such as accessibility, response speed, and communication quality affect

student satisfaction.

2.2 Research Design

The research design used is a case study focusing on the Majene Open University Office.
Through case studies, researchers can delve into the characteristics of services in the Majene
Open University office and understand the interaction between students and staff in charge of
administrative services. This case study will explore the specific factors that affect student

satisfaction in the office, taking into account the local context in the Majene area.

2.3  Location and Subject of Research

This research was carried out at the Majene Open University Office, West Sulawesi. This
location was chosen because the Majene Open University office plays an important role in
providing administrative services to students spread across the area. The research subjects
consisted of Open University students who were registered at the Open University of Majene
and actively used the services of the office. The number of participants in this study ranged
from 10-15 people who were selected purposively based on certain criteria, such as experience
using administrative services, accessibility to services, and frequency of interaction with Open

University staff.

24 Data Collection Techniques

The data in this study were collected through three main techniques, namely:

2.4.1 In-depth Interview.

In-depth interviews are used to explore students' perceptions and experiences directly regarding
the services provided by Majene Open University. The interviews were conducted in a semi-
structured manner, with flexible question guidance, so that the researcher could adjust the
questions based on the participants' responses. The focus of the interview is on aspects of
services that students consider important, such as accessibility, speed, and quality of

communication.
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2.4.2 Observation

The researcher made observations on the service process at the Majene Open University office
to gain a more objective understanding of the interaction between students and staff of the
Open University. These observations include how the staff serves students, the speed of
response to student requests, and how the communication process takes place between the two

parties.

2.4.3 Document Analysis

Relevant documents, such as service policies and procedures at Majene Open University, will
be analyzed to complement the data obtained from interviews and observations. This document
provides formal context regarding how services should be delivered, as well as whether there

is a difference between the procedures set out and the implementation of services on the ground.

2.4.4 Data Analysis Techniques

Data obtained from interviews, observations, and documents were analyzed using thematic
analysis. The thematic analysis process begins with the transcription of the interview results
and observation notes, then continues with coding to identify the main themes that emerge from
the data. The themes resulting from this process will be used to understand the factors that
affect student satisfaction, as well as how certain aspects of services (accessibility, speed, and

communication) impact that satisfaction.

2.4.5 Data Validity and Reliability

To ensure the validity of the data, the researcher used a triangulation method, which combines
data obtained from interviews, observations, and documents. In addition, the researcher also
conducts member checking, where the results of the interview are confirmed back to the
participants to ensure that the researcher's interpretation is in accordance with what the
participant intended. Data reliability is maintained by recording in detail each data collection

and analysis process, as well as conducting consistent and systematic analysis.

3 RESEARCH RESULTS

3.1 Respondent Overview

This study involved 15 students of Majene Open University who were registered at the
Majene Open University Office. The respondents were selected based on their experience in
using the services provided by Majene Open University, both administrative services and
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services related to academic information. The majority of respondents came from various
regions in West Sulawesi, with diverse educational and work backgrounds. Respondents'
experiences in using services at Majene Open University vary, ranging from those who are
interacting with this office for the first time to students who have received services several

times.

3.2 Majene Open University Service Quality based on Student Perception

Based on the results of in-depth interviews, most students feel that the quality of services
provided by Majene Open University is generally adequate, but there are several areas that still
need improvement. Respondents identified three main factors that affect their satisfaction with
the services provided, namely service accessibility, service speed, and the quality of
communication between staff and students.

1. Accessibility of Services The accessibility of services at Majene Open University
received quite good ratings from respondents, especially in terms of the case of
contacting the office by phone or social media. Some students stated that Majene Open
University staff are active in providing information related to registration, exam
schedules, and other administrative processes through WhatsApp groups or other
digital platforms. However, some respondents from more remote areas complained
about internet access constraints that affected their interactions with the Majene Open
University office. This shows that there are geographical and infrastructure challenges
that affect the accessibility of services, especially for students who live in areas with
limited technology.

2. Service Speed The speed of service is one of the most discussed aspects by respondents.
Most students are satisfied with the speed of service provided by the staff of Majene
Open University, especially in dealing with administrative issues such as registration
extensions or taking course materials. However, some respondents reported that
responses to questions submitted via text message or social media were sometimes
slow. They feel the need to wait longer than expected to get an answer, especially when
it comes to more complex processes, such as administrative issues related to exams or
certifications. Staff shortages in the office were also identified as factors affecting the
speed of services, especially as the volume of student demand increased.

3. Quality of Communication The quality of communication between students and staff

of Majene Open University is generally considered quite good, especially in terms of
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friendliness and politeness of the staff when serving students. Many respondents were
comfortable with the way staff explained administrative procedures, as well as the
staff's ability to simplify sometimes complex information. However, there have been
some complaints about the lack of clarity in communication regarding schedule changes
or new policies related to the registration and exam process. This caused confusion
among students and caused some students to feel dissatisfied because the information

they received was felt to be inconsistent.

33 Student Satisfaction Level with Majene Open University Services

Overall, this study found that the majority of students felt quite satisfied with the services
provided by Majene Open University. Respondents who feel good accessibility and clear
communication tend to have higher levels of satisfaction. In contrast, students who
encountered technical difficulties or delays in responding reported lower levels of
satisfaction. However, most students stated that they understood the limited resources that the
office had and still considered the services provided to be quite adequate considering the
geographical situation and infrastructure in Majene.

The results also show that while the overall quality of service is already good, there are some
areas that need improvement, especially in terms of the speed of digital services and increasing
staff capacity to handle the increasing volume of demand. Students hope that further training
for staff related to digital communication technology will help speed up the service process,

as well as improve the clarity of the information conveyed to them.

3.4 Factors affecting Student Satisfaction

From the findings of this study, some of the main factors that affect the level of student

satisfaction at Majene Open University are:

1. Technology accessibility: Students who have good internet access tend to have easier
access to services, while those who live in areas with limited access to technology find
it more difficult to communicate with Majene Open University staff.

2. Staff response speed: The speed of response to student questions or requests is one of
the key factors in determining satisfaction. A quick and efficient response makes
students feel valued and cared for.

3. Quality of interaction and communication: The friendly attitude and communication
skills of the Majene Open University staff play an important role in shaping students'
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perception of the quality of services provided. Good and clear communication helps

students understand administrative procedures more easily.

4 DISCUSSION

4.1 The Effect of Service Quality on Student Satisfaction

The results of the study show that the quality of services provided by the Majene Open
University Office has a significant influence on the level of student satisfaction. These findings
are consistent with the theory that service quality affects the perception of customers, in this
case students, towards their experience of getting services. Key factors, such as accessibility,
speed of service, and quality of communication, have proven to be key elements in shaping
student satisfaction levels at Majene Open University.

Some students revealed that the accessibility of digital services at Majene Open University
makes it easier for them to access information and carry out various administrative procedures.
This finding is in line with previous research by Rahayu (2018), which also emphasized the
importance of accessibility of technology-based services in improving student satisfaction.
However, at Majene Open University, geographical and infrastructure challenges are still
an obstacle for some students, especially those in remote areas. This condition shows the
existence of a digital gap that hinders the accessibility of services for some students. To
overcome this, efforts need to be made by the Open University to increase technological

support in areas with limited infrastructure.

4.1.1 Service Excellence and Student Satisfaction

The speed of service is also one of the elements that greatly affects the level of student
satisfaction. Most respondents appreciated the speed of staff responses in handling simple
administrative requests, such as registration extensions and lecture material collection.
However, in more complex matters, such as certification and management of academic data,
the speed of response decreases, which has an impact on decreasing student satisfaction levels.
This shows the limited capacity of staff at Majene Open University, both in terms of number
and skills in handling diverse demands. These findings are consistent with the research of Hadi
& Amin (2020), which found that the speed of service directly affects customer perception of
the quality of services provided. Therefore, improvements in terms of staff training and
human resource improvement in the Majene Open University office are very important to

improve the speed and efficiency of services.
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4.1.2  Quality of Communication and Its Influence on Services

The quality of communication between students and staff at Majene Open University is another
factor that affects the level of student satisfaction. The openness and clarity of information
provided by the staff was appreciated by most students, especially in terms of friendliness and
courtesy. This is in accordance with the findings of Suryana et al. (2017), which show that
good communication is very important in distance learning, where direct interaction between
students and institutions is more limited.

However, on the other hand, complaints about the lack of consistency and clarity of
information related to changes in policies or schedules were also expressed by some students.
This inconsistent information leads to confusion and dissatisfaction, especially when the
changes have a direct impact on students' academic activities. For this reason, it is necessary
to improve the internal communication system at Majene Open University, so that the

information conveyed to students can be more structured, consistent, and timely

4.1.3 Geographical and Technological Challenges

The discussion of the results of this research is also inseparable from the geographical context
of Majene Open University, which is located in an area with uneven technological
infrastructure. The accessibility of technology in remote areas has proven to be one of the major
factors limiting the quality of services that can be provided. Difficulties in accessing the
internet experienced by students in certain areas are an obstacle in utilizing digital services
provided by Majene Open University. These findings provide an overview that to improve
overall student satisfaction, improving technological infrastructure in remote areas must be an
important concern. The Open University needs to work with relevant parties to overcome this

technology gap so that the services provided can be more inclusive.
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5 CONCLUSION

This study aims to analyze the quality of services provided by the Majene Open University
Office and its influence on student satisfaction levels. Based on the results of the research, it
can be concluded that the quality of service at Majene Open University plays a significant role
in shaping student satisfaction. The main factors that affect satisfaction include accessibility,
speed of service, and quality of communication between staff and students.

1. First, the accessibility of digital services at Majene Open University is considered quite
good by some students, even though there are geographical constraints and limited
infrastructure in certain areas that affect access to services. Students living in remote
areas complained about the limitations of technology, which indicates the need to
improve digital infrastructure in the area.

2. The speed of service is an important factor in influencing student satisfaction. While
many students are satisfied with quick responses to simple services, there are
complaints about slow responses to more complex requests. The limited number of staff
in the Majene Open University office played a role in the decrease in service speed over
a certain period, which shows the importance of increasing staff capacity.

3. The quality of communication between students and staff is generally considered good,
especially in terms of friendliness and politeness. However, students want
improvements in terms of consistency and clarity of information, especially related to
changes in academic policies and schedules.

Overall, this study shows that although the quality of services at Majene Open University is
adequate, there are still some areas that need improvement, especially in terms of technology
accessibility, speed of service, and improved internal communication. Improvements in
these aspects will help improve overall student satisfaction and support a more efficient

distance learning process at the Open University.
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